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"UILDING฀(UMAN฀2ESOURCES฀3TRATEGIC฀0LANNING�฀
0ROCESS฀AND฀-EASUREMENT฀#APABILITY�฀฀
5SING฀3IX฀3IGMA฀AS฀A฀&OUNDATION
+IM฀+LEASEN�฀%D�$��฀*OHNSON฀�฀*OHNSON

!BSTRACT

%STABLISHING฀(UMAN฀2ESOURCE฀AS฀A฀FUNCTION฀THAT฀CREATES฀
AND฀ADDS฀VALUE฀TO฀THE฀BUSINESS฀IS฀A฀FREQUENTLY฀RAISED฀
ISSUE�฀4HIS฀REQUIRES฀THAT฀(UMAN฀2ESOURCES฀UNDERSTAND฀
BUSINESS฀STRATEGY�฀CONNECT฀(UMAN฀2ESOURCES฀STRATEGIES฀
TO฀THE฀BUSINESS฀STRATEGIES฀AND฀SPEAK฀THE฀LANGUAGE฀OF฀THE฀
BUSINESS�฀!N฀/�฀$�฀APPROACH฀WITHIN฀A฀GLOBAL฀SUPPLY฀CHAIN฀
ORGANIZATION฀UNDERTOOK฀THIS฀CHALLENGE฀THROUGH฀A฀MULTI

YEAR฀APPROACH฀TO฀STRATEGIC฀PLANNING�฀PROCESS฀IMPROVE

MENT฀AND฀MEASUREMENT�฀WHICH฀CAN฀BE฀ADAPTED฀IN฀A฀VARI

ETY฀OF฀ORGANIZATIONS�฀

)NTRODUCTION

%STABLISHING฀THE฀(UMAN฀2ESOURCE฀FUNCTION฀AS฀A฀STRATEGIC฀
BUSINESS฀PARTNER฀IS฀A฀FREQUENTLY฀RAISED฀ISSUE฀BOTH฀WITHIN฀
THE฀FUNCTION฀AND฀BY฀THE฀BUSINESS�฀$OING฀THIS฀REQUIRES฀THAT฀
(UMAN฀2ESOURCES฀UNDERSTAND฀THE฀BUSINESS฀STRATEGY�฀BE฀
ABLE฀TO฀CONNECT฀(UMAN฀2ESOURCES฀STRATEGIES฀TO฀THE฀BUSI

NESS฀STRATEGIES฀AND฀SPEAK฀THE฀LANGUAGE฀OF฀THE฀BUSINESS�฀
!N฀/RGANIZATION฀$EVELOPMENT฀APPROACH฀WITHIN฀A฀GLOBAL฀
SUPPLY฀CHAIN฀ORGANIZATION฀DID฀JUST฀THAT฀AND฀BUILT฀(2฀IN

TERNAL฀ALIGNMENT฀IN฀THE฀PROCESS�

(UMAN฀2ESOURCE฀�(2	฀PROFESSIONALS฀IN฀OTHER฀INDUSTRIES฀
CAN฀APPLY฀THE฀APPROACH฀OUTLINED฀IN฀THIS฀PAPER�฀)N฀ADDI

TION฀TO฀(UMAN฀2ESOURCE฀PROFESSIONALS�฀THE฀APPROACH฀AND฀
LEARNINGS฀FROM฀THIS฀PAPER฀CAN฀BENElT฀PROFESSIONALS฀IN฀
STRATEGIC฀PLANNING฀FUNCTIONS�฀3IX฀3IGMA฀FUNCTIONS฀AND฀
BUSINESS฀LEADERS฀WHO฀WANT฀TO฀BETTER฀UNDERSTAND฀THE฀LINK

AGE฀OF฀(2฀STRATEGY฀TO฀THEIR฀BUSINESS฀STRATEGY�฀3TRATEGIC฀
0LANNING฀PROFESSIONALS฀AND฀3IX฀3IGMA฀PROFESSIONALS฀WILL฀
lND฀INSIGHTS฀TO฀HELP฀THEM฀INmUENCE฀THEIR฀(2฀ORGANIZA

TIONS฀TO฀WORK฀IN฀PARTNERSHIP฀WITH฀(2฀ON฀KEY฀PROCESS฀INI

TIATIVES฀WITHIN฀THEIR฀ORGANIZATIONS�฀"USINESS฀,EADERS฀WILL฀
lND฀INSIGHTS฀INTO฀THE฀CONNECTIONS฀BETWEEN฀(2฀AND฀BUSI

NESS฀STRATEGIES�฀WHILE฀ALSO฀IDENTIFYING฀WAYS฀TO฀INCLUDE฀(2฀
IN฀THEIR฀KEY฀PLANNING฀ACTIVITIES�฀฀

4HE฀-OTOROLA฀#ORPORATION฀BEGAN฀THE฀USE฀OF฀3IX฀3IGMA฀AS฀
A฀MANAGEMENT฀FRAMEWORK฀IN฀THE฀�����S�฀"EGINNING฀AS฀A฀
PROCESS฀IMPROVEMENT฀METHODOLOGY฀THAT฀RELIED฀ON฀STATIS

TICAL฀ANALYSIS�฀IT฀HAS฀EVOLVED฀TO฀A฀BROADER฀MANAGEMENT฀
FRAMEWORK฀THAT฀ADDRESSES฀PEOPLE฀ISSUES�฀CULTURAL฀CHANGE฀
AND฀LEADERSHIP฀ISSUES฀WITHIN฀ORGANIZATIONS�฀7HEN฀SUC

CESSFULLY฀UTILIZED฀AS฀PART฀OF฀AN฀ORGANIZATION�S฀CULTURE�฀3IX฀
3IGMA฀CONTRIBUTES฀TO฀THE฀BOTTOM฀LINE฀BY฀IMPROVING฀QUAL

ITY�฀DECREASING฀PROCESS฀VARIABILITY�฀REDUCING฀COST฀AND฀MEA

SURING฀OUTCOMES�฀฀)N฀THEIR฀BOOK�฀3IX฀3IGMA฀,EADERSHIP฀
(ANDBOOK�฀THE฀AUTHORS฀DElNE฀3IX฀3IGMA฀hxIN฀TWO฀WAYS�฀
AS฀A฀SET฀OF฀POWERFUL฀TOOLS฀FOR฀IMPROVING฀PROCESSES฀AND฀
PRODUCTS฀AND฀AS฀AN฀APPROACH฀FOR฀IMPROVING฀BOTH฀THE฀PRO

CESS฀AND฀PEOPLE฀RELATED฀ASPECTS฀OF฀BUSINESS฀PERFORMANCEv฀
�2ATH฀�฀3TRONG�฀�����฀PG�฀�	�

/RGANIZATIONAL฀"ACKGROUND
!฀SUPPLY฀CHAIN฀ORGANIZATION฀WAS฀FORMED฀BY฀BRINGING฀TO

GETHER฀SEPARATE฀SUPPLY฀CHAINS฀FROM฀INTEGRATED฀OPERATING฀
DIVISIONS฀WITHIN฀A฀LARGE฀BROAD฀BASED฀(EALTH฀#ARE฀#ORPO

RATION�฀$URING฀THE฀lRST฀��฀MONTHS฀AFTER฀THE฀FORMATION�฀
THE฀SUPPLY฀CHAIN฀ORGANIZATION฀ADOPTED฀3IX฀3IGMA฀METH

ODOLOGIES฀AS฀A฀FUNDAMENTAL฀APPROACH฀TO฀PROCESS฀IM

PROVEMENT฀AND฀MEASUREMENT฀WITHIN฀THE฀BUSINESS฀ON฀A฀
TACTICAL฀AS฀WELL฀AS฀THE฀STRATEGIC฀PLANNING฀LEVEL�฀%VERY฀FUNC

TION฀WAS฀CHARGED฀WITH฀USING฀3IX฀3IGMA฀AS฀THE฀FOUNDATION฀
FOR฀PROCESS฀DElNITION�฀PROCESS฀IMPROVEMENT฀AND฀MEA

SUREMENT฀AND฀STRATEGY฀ALIGNMENT�฀

%IGHTEEN฀MONTHS฀AFTER฀THE฀FORMATION฀OF฀THE฀SUPPLY฀CHAIN฀
ORGANIZATION�฀REPRESENTATIVES฀OF฀UPPER฀MANAGEMENT฀IN฀
THE฀ORGANIZATION฀CONDUCTED฀AN฀INTERNAL฀REVIEW฀ON฀ALL฀
FUNCTIONS�฀)T฀WAS฀CLEAR฀THAT฀THERE฀WAS฀VARIABILITY฀ACROSS฀THE฀
ORGANIZATION฀IN฀ADOPTING฀3IX฀3IGMA฀AS฀A฀WAY฀OF฀AP

PROACHING฀WORK�฀)N฀THE฀SUPPLY฀CHAIN฀ENVIRONMENT�฀IT฀WAS฀
CLEAR฀HOW฀TO฀APPLY฀3IX฀3IGMA฀METHODOLOGIES฀TO฀PROCESS฀
DElNITION�฀IMPROVEMENT�฀CONTROL฀AND฀MEASUREMENT�฀,ESS฀
EVIDENT�฀WAS฀HOW฀TO฀EFFECTIVELY฀APPLY฀3IX฀3IGMA฀TO฀NON

PRODUCTION฀RELATED฀FUNCTIONS�฀SUCH฀AS฀(UMAN฀2ESOURCES฀
OR฀&INANCE฀FOR฀EXAMPLE�฀



$URING฀THE฀INTERNAL฀REVIEW�฀SEVERAL฀INSIGHTS฀WERE฀EVIDENT฀
TO฀THE฀LEADERSHIP฀REPRESENTATIVES฀FROM฀(UMAN฀2ESOURCES�฀
�	฀(UMAN฀2ESOURCES฀HAD฀BEGUN฀BUT฀HAD฀NOT฀FULLY฀EM

BRACED฀3IX฀3IGMA฀AS฀A฀WAY฀OF฀APPROACHING฀THE฀BUSINESS฀
�BOTH฀INTERNALLY฀AND฀IN฀SERVICING฀THE฀OTHER฀BUSINESS฀FUNC

TIONS	�฀�	฀!฀(UMAN฀2ESOURCES฀STRATEGIC฀PLAN฀IN฀SUPPORT฀OF฀
THE฀BUSINESS฀STRATEGY฀WAS฀A฀GAP฀AND�฀�	฀-EASUREMENT฀OF฀
THE฀FUNCTION฀WAS฀FOCUSED฀ON฀A฀COUPLE฀OF฀TRADITIONAL฀MET

RICS�฀SUCH฀AS฀TURNOVER฀AND฀PROGRESS฀ON฀!FlRMATIVE฀!CTION฀
PLANS�฀(2฀,EADERSHIP฀IMMEDIATELY฀PUT฀IN฀PLACE฀A฀PLAN฀
DESIGNED฀TO฀INTERNALIZE฀3IX฀3IGMA฀INTO฀THE฀(2฀MINDSET฀
AND฀AS฀A฀WAY฀TO฀APPROACH฀ITS฀BUSINESS฀WITH฀THE฀ORGANIZA

TION�฀4HE฀GOALS฀OF฀THE฀PLAN฀WERE฀TO�

s฀ )NCLUDE฀THE฀3IX฀3IGMA฀CAPABILITY฀WITHIN฀THE฀/�$�฀FUNC

TION

s฀ $EVELOP฀A฀STRATEGIC฀PLAN฀FOR฀(2฀IN฀SUPPORT฀OF฀THE฀BUSI

NESS฀STRATEGY฀

s฀ $EVELOP฀THE฀(2฀,EADERSHIP฀4EAM฀TO฀SPONSOR฀(2฀PRO

CESS฀IMPROVEMENT฀WORK

s฀ $EVELOP฀A฀(2฀DASHBOARD฀TO฀MEASURE฀PROGRESS

4HIS฀PLAN฀INCLUDED฀THE฀FOLLOWING฀STEPS�

s฀ $EDICATING฀A฀FULL
TIME฀(2฀EMPLOYEE฀TO฀3IX฀3IGMA฀FOR฀
(2�฀REPORTING฀INTO฀THE฀/�$�฀,EADER�

s฀ %STABLISHING฀A฀ROLLING฀THREE
YEAR฀STRATEGIC฀PLANNING฀
PROCESS฀FOR฀THE฀SUPPLY฀CHAIN�S฀PEOPLE฀ASSETS�฀4HIS฀PLAN฀
WAS฀DEVELOPED฀USING฀3IX฀3IGMA฀TOOLS฀AND฀APPROACHES�฀
THUS฀INFUSING฀PROCESS฀THINKING฀INTO฀THE฀(2฀ORGANIZA

TION�฀4HE฀PLAN฀WAS฀CONDUCTED฀IN฀ALIGNMENT฀WITH฀THE฀
BUSINESS฀PLANNING฀CYCLE�฀ESTABLISHING฀LINKAGE฀AND฀CRED

IBILITY฀FOR฀PEOPLE฀STRATEGIES฀WITH฀THE฀BUSINESS�

s฀ $EVELOPING฀A฀(2฀$ASHBOARD฀THAT฀LINKED฀METRICS฀TO฀
EACH฀OF฀THE฀STRATEGIES฀ON฀THE฀(2฀PLAN�฀!DDITIONALLY�฀TWO฀
KEY฀(2฀METRICS฀WERE฀ALSO฀ON฀THE฀BUSINESS฀DASHBOARD�

s฀ )DENTIFYING฀SPECIlC฀(2฀STRATEGIES฀FOR฀PROCESS฀IMPROVE

MENT฀PROJECTS�฀4HIS฀APPROACH฀DElNED฀AND฀IMPROVED฀
CORE฀(2฀PROCESSES฀AND฀INFUSED฀3IX฀3IGMA฀APPROACH฀
AND฀THINKING฀INTO฀THE฀MINDSET฀OF฀(2�฀

9EAR฀/NE
(2฀,EADERSHIP฀RECOGNIZED฀THAT฀THE฀PLAN�฀AS฀OUTLINED฀
ABOVE�฀REPRESENTED฀A฀�฀n฀�฀YEAR฀CHANGE฀EFFORT�฀4O฀BEGIN฀
THE฀CHANGE฀PROCESS�฀3IX฀3IGMA฀CAPABILITY฀NEEDED฀TO฀BE฀
INTERNALIZED฀WITHIN฀(UMAN฀2ESOURCES�฀$URING฀THE฀lRST฀
YEAR�฀THREE฀'REEN฀"ELTS฀WERE฀CERTIlED฀WITHIN฀THE฀FUNCTION฀
AND฀THE฀IMPLEMENTATION฀OF฀A฀DEDICATED฀FULL
TIME฀3IX฀
3IGMA฀(2฀PROFESSIONAL฀WAS฀ESTABLISHED�฀!DDITIONALLY�฀THE฀
GROUNDWORK฀WAS฀LAID฀FOR฀DEVELOPING฀A฀(2฀3TRATEGIC฀0LAN�฀

#ERTIlCATIONS฀OF฀'REEN฀"ELTS฀WITHIN฀(2฀WERE฀A฀CRITICAL฀
ACCOMPLISHMENT฀IN฀THE฀lRST฀YEAR�฀4HESE฀CERTIlCATIONS฀
BEGAN฀THE฀ESTABLISHMENT฀OF฀3IX฀3IGMA฀APPROACHES฀AND฀
USE฀OF฀TOOLS฀WITHIN฀(2�฀/NE฀PROJECT฀STREAMLINED฀A฀(2฀

DATA฀INPUT฀PROCESS�฀SAVING฀THE฀DEPARTMENT฀OVER฀�������฀
ANNUALLY฀FROM฀REWORK฀AND฀ENSURED฀DATA฀INPUT฀INTEGRITY�฀
4HIS฀PROJECT฀PROVIDED฀CLEAR฀APPLICATION฀OF฀3IX฀3IGMA฀WITH

IN฀(2�฀,ESS฀CLEAR�฀BUT฀EQUALLY฀SIGNIlCANT�฀WAS฀THE฀APPLICA

TION฀OF฀3IX฀3IGMA฀TO฀THE฀CULTURE฀BUILDING฀PROCESS฀WITHIN฀
THE฀ORGANIZATION�฀

4HE฀'REEN฀"ELT฀PROJECT฀AROUND฀CULTURE฀DEVELOPMENT฀
DEMONSTRATED฀TO฀(2฀AND฀THE฀ORGANIZATION฀THAT฀CULTURE฀
DEVELOPMENT฀AND฀PEOPLE�ORGANIZATIONAL฀RELATED฀ISSUES฀
CAN฀BE฀APPROACHED฀FROM฀A฀PROCESS฀AND฀ANALYTICAL฀METH

ODOLOGY฀ENHANCING฀HOW฀THE฀BUSINESS฀VIEWS฀CULTURE฀BE

YOND฀SEEING฀IT฀AS฀A฀hSOFTv฀DIMENSION฀TO฀THE฀ORGANIZATION�฀
4HIS฀PROJECT฀UTILIZED฀ANNUAL฀EMPLOYEE฀SURVEY฀DATA฀AS฀THE฀
MEASUREMENT฀OF฀CULTURE�฀4HE฀PROCESS฀OF฀COLLECTING฀EM

PLOYEE฀DATA�฀ANALYZING฀THE฀DATA�฀IDENTIFYING฀AREAS฀OF฀IM

PROVEMENT�฀PLANNING฀APPROPRIATE฀ACTIONS฀AND฀MEASURING฀
PROGRESS฀FOLLOWED฀THE฀LOGICAL฀3IX฀3IGMA฀PROCESS�฀4HIS฀PRO

CESS�฀KNOW฀IN฀3IX฀3IGMA฀AS฀$-!)#฀�DElNE�฀MEASURE�฀AN

ALYZE�฀IMPROVE฀AND฀CONTROL	�฀PROVIDED฀THE฀FRAMEWORK฀TO฀
ANALYZE฀AND฀IMPROVE฀THE฀CULTURE฀AS฀MEASURED฀BY฀EMPLOY

EE฀SURVEY฀RESULTS฀�0ANDE�฀.EUMAN฀�฀#AVANAUGH�฀����	�฀
4O฀BEGIN฀THE฀PROJECT�฀BASELINE฀EMPLOYEE฀SURVEY฀DATA฀FROM฀
TWO฀YEARS฀IN฀THE฀HISTORY฀OF฀THE฀ORGANIZATION฀WAS฀UTILIZED�฀

5SING฀TWO฀YEARS฀OF฀DATA�฀ANALYTICS฀WERE฀PERFORMED฀ON฀THE฀
DATA฀TO฀IDENTIFY฀THE฀STATISTICALLY฀SIGNIlCANT฀ISSUES฀OR฀QUES

TIONS฀THAT฀WERE฀CORRELATED฀TO฀EMPLOYEES�฀VIEW฀OF฀THE฀ORGA

NIZATION฀AS฀A฀POSITIVE฀PLACE฀TO฀WORK�฀)N฀THE฀ORGANIZATION�S฀
PAST�฀ACTION฀PLANNING฀HAD฀BEEN฀FOCUSED฀AT฀THE฀DEPART

MENT฀OR฀DIVISION฀LEVEL฀AND฀OFTEN฀ADDRESSED฀THE฀LOWEST฀
SCORING฀ITEMS�฀WITHOUT฀UNDERSTANDING฀IF฀THOSE฀ITEMS฀WERE฀
STATISTICALLY฀SIGNIlCANT฀TO฀THE฀DEVELOPMENT฀OF฀THE฀CULTURE฀
IN฀THE฀ORGANIZATION�฀!NALYZING฀THE฀DATA฀USING฀STATISTICAL฀
TOOLS฀PROVIDED฀THE฀DETERMINATION฀OF฀THE฀CRITICAL฀ISSUES฀IN฀
THE฀ORGANIZATION�฀/NCE฀THOSE฀WERE฀IDENTIlED�฀ACTION฀
PLANNING฀WAS฀FOCUSED฀ON฀THESE฀ISSUES฀ACROSS฀THE฀ORGANI

ZATION�฀!CTION฀PLANS฀WERE฀COLLECTED�฀MONITORED฀AND฀MEA

SURED฀THROUGHOUT฀THE฀YEAR�฀!DDITIONALLY�฀IMPROVEMENT฀
TARGETS฀WERE฀SET฀FOR฀THE฀NEXT฀EMPLOYEE฀SURVEY�฀

!NOTHER฀KEY฀ACCOMPLISHMENT฀DURING฀THE฀lRST฀YEAR฀WAS฀
THE฀SYSTEMATIC฀DOCUMENTATION฀OF฀THE฀KEY฀(2฀PROCESSES�฀
4HIS฀WAS฀DONE฀USING฀0ROCESS฀$ElNITION฀$OCUMENTS฀AND฀
3)0/#฀�3UPPLIER�฀)NPUT�฀0ROCESS�฀/UTPUT�฀AND฀#USTOMER	฀
DOCUMENTS�฀4HE฀PROCESSES฀DOCUMENTED฀INCLUDED฀PERFOR

MANCE฀MANAGEMENT�฀TALENT฀MANAGEMENT฀�฀SUCCESSION฀
PLANNING�฀COMPENSATION฀PLANNING�฀CULTURE฀DEVELOPMENT�฀
ORGANIZATION฀AND฀WORK฀DESIGN�฀EMPLOYEE฀DEVELOPMENT฀
AND฀RECRUITING฀AND฀ENSURING฀lLLING฀POSITIONS฀WITH฀TALENT�฀
4HIS฀DOCUMENTATION฀PROVIDED฀CLARITY฀TO฀(2฀AND฀THE฀BUSI

NESS฀ON฀THE฀PROCESSES�฀AS฀WELL฀AS฀IDENTIFYING฀OPPORTUNI

TIES฀FOR฀PROCESS฀IMPROVEMENT฀AND฀MEASUREMENT�฀

"Y฀THE฀END฀OF฀THE฀lRST฀YEAR�฀A฀FULL
TIME฀3IX฀3IGMA฀PROFES

SIONAL฀WAS฀DEDICATED฀TO฀(2฀AND฀RESIDED฀IN฀THE฀/�$�฀FUNC

TION�฀4HIS฀PROFESSIONAL฀PROVIDED฀SUPPORT฀TO฀THE฀INITIAL฀3IX฀
3IGMA฀PROJECTS฀AND฀BEGAN฀THE฀PREPARATION฀FOR฀THE฀DEVEL
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OPMENT฀OF฀AN฀(2฀STRATEGIC฀PLAN฀AND฀CORRESPONDING฀(2฀
DASHBOARD�฀!DDITIONALLY�฀THE฀PROFESSIONAL฀PROVIDED฀LEAD

ERSHIP฀IN฀THE฀ONGOING฀CULTURE฀DEVELOPMENT฀WORK�฀WHICH฀
CONTINUED฀TO฀UTILIZE฀A฀3IX฀3IGMA฀APPROACH�

9EAR฀4WO
$URING฀THE฀SECOND฀YEAR�฀THE฀3IX฀3IGMA฀(2฀PROFESSIONAL฀
CONTINUED฀TO฀DRIVE฀3IX฀3IGMA฀PROJECTS฀WITHIN฀THE฀(2฀OR

GANIZATION�฀CERTIFYING฀ADDITIONAL฀"ELTS฀AS฀WELL฀AS฀DRIVING฀
THE฀USE฀OF฀3IX฀3IGMA฀TOOLS฀WITHIN฀(2�฀0ROJECTS฀INCLUDED฀
FOCUS฀IN฀THE฀RECRUITING฀PROCESS฀AND฀TIME฀TO฀lLL฀VACANCIES�฀
STREAMLINING฀AND฀STANDARDIZING฀OVERTIME฀PAYMENTS฀TO฀
EXEMPT฀ASSOCIATES฀AND฀THE฀ALIGNMENT฀OF฀THE฀ORGANIZATION฀
DESIGN฀PROCESS฀TO฀A฀3IX฀3IGMA฀APPROACH�฀4HE฀OVERTIME฀
PROJECT฀RESULTED฀IN฀COST฀REDUCTION฀FOR฀THE฀COMPANY฀WHILE฀
THE฀RECRUITING฀PROCESS฀IDENTIlED฀THE฀BOTTLENECKS฀IN฀THE฀
RECRUITING฀PROCESS�฀ALLOWING฀THE฀(2฀ORGANIZATION฀TO฀WORK฀
MORE฀EFFECTIVELY฀WITH฀THE฀BUSINESS฀IN฀lLLING฀VACANCIES�฀
4HE฀ORGANIZATION฀DESIGN฀PROJECT฀STANDARDIZED฀THE฀PROCESS฀
WITHIN฀THE฀ORGANIZATION�฀WHICH฀HAS฀RESULTED฀IN฀BUILDING฀
INTERNAL฀CAPABILITY฀FOR฀ORGANIZATION฀DESIGN�

4HE฀DEVELOPMENT฀OF฀THE฀lRST฀3TRATEGIC฀(2฀0LAN฀OCCURRED฀
THE฀SECOND฀YEAR�฀7HILE฀THIS฀PROJECT฀WAS฀NOT฀AN฀OFlCIAL฀3IX฀
3IGMA฀"ELT฀PROJECT�฀IT฀UTILIZED฀3IX฀3IGMA฀TOOLS฀AND฀WAS฀
FACILITATED฀BY฀THE฀(2฀3IX฀3IGMA฀PROFESSIONAL฀AND฀A฀-ASTER฀
"LACK฀"ELT฀FROM฀THE฀ORGANIZATION�฀4HE฀4EAM฀THAT฀DEVEL

OPED฀THE฀(2฀3TRATEGIC฀0LAN฀WAS฀MADE฀UP฀OF฀REPRESENTA

TIVES฀FROM฀(2฀AND฀FROM฀THE฀"USINESS�฀4HE฀ENTIRE฀PROCESS฀

TOOK฀APPROXIMATELY฀�฀MONTHS�฀4HE฀MAIN฀STEPS฀AND฀AP

PROACHES฀UTILIZED฀WERE฀AS฀FOLLOWS�

s฀ 5SING฀SYSTEMS฀THINKING฀APPROACH฀TO฀STRATEGIC฀PLANNING฀
�"RANDT฀�฀(AINES�฀����	�

s฀ $EVELOPING฀A฀VISION฀FOR฀SUCCESSFUL฀OUTCOMES฀FROM฀(2฀
STRATEGIES

s฀ )DENTIFYING฀KEY฀CUSTOMERS฀AND฀COLLECTING฀6/#฀�6OICE฀OF฀
THE฀#USTOMER	฀DATA฀ON฀KEY฀(2฀CONCERNS฀�฀ISSUES฀FOR฀THE฀
NEXT฀�฀n฀�฀YEARS

s฀ !NALYZING฀THE฀6/#฀DATA฀AND฀IDENTIFYING฀+EY฀3UCCESS฀
&ACTORS฀�+3&�S	฀

s฀ 5TILIZING฀A฀PRIORITIZATION฀MATRIX฀PROCESS฀TO฀DETERMINE฀
THE฀KEY฀6/#฀ISSUES฀ON฀WHICH฀TO฀DEVELOP฀STRATEGY

s฀ 0RESSURE฀TESTING฀THE฀STRATEGY฀DEVELOPMENT฀AGAINST฀THE฀
BUSINESS฀STRATEGY฀AND฀WITH฀KEY฀BUSINESS฀LEADERS฀
THROUGHOUT฀THE฀PROCESS

s฀ $EVELOPING฀STRATEGIC฀OUTCOMES฀FOR฀THE฀THREE฀YEAR฀PE

RIOD฀MEASURED฀BY฀AN฀(2฀$ASHBOARD

s฀ )DENTIFYING฀KEY฀ACTION฀STEPS฀FOR฀EACH฀OF฀THE฀THREE฀YEARS฀
IN฀ORDER฀TO฀FOCUS฀(2฀ACTIVITY฀WITH฀THE฀BUSINESS฀AND฀TO฀
SYSTEMATICALLY฀MOVE฀THE฀ORGANIZATION฀TOWARD฀IMPROV

ING฀THE฀PEOPLE฀PRIORITIES฀IDENTIlED฀IN฀THE฀6/#�฀

!T฀THE฀END฀OF฀THE฀PROCESS�฀A฀COMPREHENSIVE฀(2฀3TRATEGIC฀
0LAN฀WAS฀DEVELOPED฀WITH฀A฀DASHBOARD฀THAT฀SUPPORTED฀THE฀
STRATEGIES฀�SEE฀&IGURE฀�	�฀$URING฀THIS฀YEAR�฀THE฀(2฀3IX฀
3IGMA฀PROFESSIONAL�฀ALONG฀WITH฀/�$�฀AND฀OTHERS฀ON฀THE฀

&IGURE฀��฀#AUSAL฀HIERARCHY฀FOR฀(2฀DASHBOARD�
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TEAM฀IDENTIlED฀AREAS฀TO฀IMPROVE฀THE฀PROCESS฀IN฀THE฀FU

TURE�฀-OST฀NOTED฀WAS฀THAT฀THE฀(2฀STRATEGY฀WAS฀DEVELOPED฀
IN฀A฀TIMEFRAME฀THAT฀WAS฀SLIGHTLY฀OUT฀OF฀SYNC฀WITH฀THE฀
BUSINESS฀PLANNING฀CYCLE�฀!T฀THE฀FRONT฀END�฀THE฀(2฀PROCESS฀
WAS฀LEADING฀THE฀BUSINESS฀AND฀AT฀THE฀BACK฀END�฀THE฀(2฀
PROCESS฀LAGGED฀THE฀BUSINESS�฀3ECONDARILY�฀THE฀COMMUNI

CATION฀OF฀THE฀(2฀0LAN฀LAGGED฀THE฀COMMUNICATION฀OF฀THE฀
BUSINESS฀PLAN฀AND฀SOME฀AREAS฀OF฀THE฀BUSINESS฀WERE฀LAG

GING฀IN฀FOCUSING฀THEIR฀(2฀ACTIVITIES฀APPROPRIATELY฀IN฀THE฀
lRST฀YEAR฀OF฀IMPLEMENTATION�฀

4HE฀CULTURE฀DEVELOPMENT฀WORK฀CONTINUED฀IN฀THE฀SECOND฀
YEAR฀AND฀A฀THIRD฀SET฀OF฀EMPLOYEE฀SURVEY฀DATA฀WAS฀COLLECT

ED�฀4HE฀ANALYTICS฀CONDUCTED฀AFTER฀THREE฀SURVEYS฀DID฀SHOW฀
PROGRESS฀IN฀THE฀KEY฀AREAS฀OF฀FOCUS�฀WHICH฀ALSO฀IMPACTED฀
THE฀OVERALL฀OPINION฀OF฀THE฀ORGANIZATION฀AS฀A฀POSITIVE฀PLACE฀
TO฀WORK�฀4HESE฀ANALYTICS฀DEMONSTRATED฀THAT฀THE฀CULTURE฀
DEVELOPMENT฀WORK฀WAS฀FOCUSING฀ON฀THE฀RIGHT฀THINGS฀AND฀
THE฀OVERALL฀APPROACH฀TO฀ACTION฀PLANNING฀AND฀MEASURE

MENT฀WAS฀DEMONSTRATING฀RESULTS�฀

9EAR฀4HREE�฀
4HE฀THIRD฀YEAR฀SAW฀THE฀TRANSITION฀OF฀THE฀(2฀,EADERSHIP฀
4EAM฀TO฀INCLUDE฀0ROCESS฀,EADERSHIP�฀4HE฀(2฀,EADERSHIP฀
4EAM฀AND฀KEY฀BUSINESS฀LEADERS฀OWNED฀THE฀(2฀$ASH

BOARD�฀REPORTING฀ON฀PROGRESS฀TO฀THE฀SUPPLY฀CHAIN฀MAN

AGEMENT฀BOARD฀ON฀A฀SEMI
ANNUAL฀BASIS�฀4HE฀(2฀,EADER

SHIP฀4EAM฀DEVELOPED฀STRONGER฀OWNERSHIP฀OF฀3IX฀3IGMA฀
PROJECTS฀WITHIN฀(2฀AND฀CONNECTED฀THOSE฀PROJECTS฀TO฀THE฀
(2฀$ASHBOARD�฀FURTHER฀CREATING฀ALIGNMENT฀BETWEEN฀(2฀
ACTIVITIES฀AND฀STRATEGY�฀4HE฀3IX฀3IGMA฀(2฀PROFESSIONAL฀
CONTINUED฀TO฀DRIVE฀3IX฀3IGMA฀PROJECTS฀AND฀ALIGNMENT฀TO฀
THE฀(2฀$ASHBOARD�฀

4HE฀(2฀STRATEGIC฀PLAN฀UNDERWENT฀ITS฀lRST฀ANNUAL฀REFRESH฀
WITH฀A฀TEAM฀OF฀(2฀AND฀BUSINESS฀PROFESSIONALS�฀4HE฀PROCESS฀
WAS฀MAINLY฀ONE฀OF฀VALIDATION฀AND฀UPDATING�฀RATHER฀THAN฀
CREATING฀A฀NEW฀PLAN฀BECAUSE฀AT฀LEAST฀TWO฀YEARS฀OF฀WORK฀ON฀
STRATEGIES฀WOULD฀BE฀NEEDED฀TO฀DETERMINE฀PROGRESS�฀

6/#฀DATA฀WAS฀COLLECTED฀TO฀ANSWER฀TWO฀KEY฀QUESTIONS�฀�	฀
7HAT฀IS฀THE฀LEVEL฀OF฀KNOWLEDGE฀OF฀THE฀PLAN฀WITHIN฀THE฀OR

GANIZATION฀AND฀�	฀!RE฀THE฀STRATEGIES฀DEVELOPED฀IN฀THE฀PRIOR฀
YEAR฀STILL฀RELEVANT฀TO฀THE฀BUSINESS�฀%LECTRONIC฀SURVEYS฀AS฀
WELL฀AS฀INTERVIEWS฀WERE฀CONDUCTED฀TO฀COLLECT฀DATA฀IN฀ORDER฀
TO฀ANSWER฀THESE฀TWO฀QUESTIONS�฀&OLLOWING฀AN฀ANALYSIS฀OF฀
THE฀DATA�฀THE฀TEAM฀DETERMINED฀THAT฀THE฀LEVEL฀OF฀KNOWLEDGE฀
OF฀THE฀(2฀3TRATEGIC฀PLAN฀WAS฀NOT฀AS฀WIDESPREAD฀AS฀HOPED�฀
YET฀THE฀KEY฀STRATEGIES฀REMAINED฀RELEVANT�฀4HE฀PROCESS฀OF฀
REFRESHING฀THE฀PLAN฀THEN฀BECAME฀ONE฀TO฀STRENGTHEN฀THE฀
COMMUNICATION฀AND฀DEPLOYMENT฀STRATEGY฀AND฀UPDATING฀
THE฀PLAN฀FOR฀THE฀COMING฀YEAR�฀3TRATEGIES฀WERE฀STREAMLINED฀
TO฀FOCUS฀ON฀KEY฀STRATEGIC฀AREAS฀OF฀FOCUS฀AND฀TO฀ASSUME฀THAT฀
hBASE฀BUSINESSv฀(2฀ACTIVITIES฀WERE฀ACCOMPLISHED฀THROUGH฀
THE฀DIVISIONAL฀ACTIVITIES�฀&INALLY�฀THE฀$ASHBOARD฀WAS฀ALSO฀
STREAMLINED฀TO฀REDUCE฀THE฀NUMBER฀OF฀METRICS฀AND฀FOCUS฀THE฀
REMAINING฀METRICS฀ON฀THE฀KEY฀(2฀STRATEGIES�฀

#ONCLUSION

/VER฀A฀PERIOD฀OF฀��฀n฀��฀MONTHS�฀IMPLEMENTING฀THE฀PLAN฀
WAS฀A฀CORE฀FOCUS฀FOR฀THE฀(UMAN฀2ESOURCES฀FUNCTION�฀!T฀
THE฀END฀OF฀THE฀TIME฀PERIOD�฀THERE฀WERE฀MANY฀INDICATORS฀OF฀
SUCCESS฀AND฀CHANGE฀FOR฀THE฀FUNCTION�฀3OME฀OF฀THOSE฀IN

CLUDED�

s฀ &ROM฀ZERO฀CERTIlED฀3IX฀3IGMA฀BELTS฀TO฀��฀CERTIlED฀BELTS฀
�GREEN฀AND฀BLACK	฀IN฀(2�

s฀ "ELT฀PROJECTS฀LED฀TO฀PROCESS฀IMPROVEMENTS฀IN฀AREAS฀SUCH฀
AS฀RECRUITING�฀CULTURE฀DEVELOPMENT�฀COMPENSATION�฀
TRAINING฀AND฀DIVERSITY�฀)N฀ADDITION฀TO฀PROCESS฀IMPROVE

MENTS฀COST฀AVOIDANCE฀AND฀COST฀SAVINGS฀WERE฀IDENTIlED฀
IN฀PROJECTS฀RELATED฀TO฀DATA฀INPUT�฀EXEMPT฀OVERTIME฀PAY

MENT฀AND฀TIME฀TO฀lLL฀VACANCIES�฀#OST฀AVOIDANCE฀WAS฀
ALSO฀ACHIEVED฀IN฀AVOIDING฀CONSULTANT฀COSTS฀ON฀SEVERAL฀
ORGANIZATION฀DESIGN฀INITIATIVES฀THAT฀WERE฀LED฀IN
HOUSE�

s฀ 4HE฀CULTURE฀DEVELOPMENT฀PROJECT฀TRACKED฀THE฀PROGRESS฀
OF฀STATISTICALLY฀SIGNIlCANT฀KEY฀DRIVERS฀OF฀CULTURE฀THROUGH฀
THE฀ANNUAL฀EMPLOYEE฀SURVEY�฀/VER฀A฀FOUR
YEAR฀PERIOD�฀
THE฀RESULTS฀TRENDED฀IN฀AN฀UPWARD฀�POSITIVE	฀DIRECTION฀ON฀
ALL฀KEY฀VARIABLES�฀!DDITIONALLY�฀OVERALL฀RESULTS฀ON฀SEC

ONDARY฀DRIVERS฀OF฀CULTURE฀ALSO฀SHOWED฀POSITIVE฀TRENDS�฀

s฀ !N฀(2฀FUNCTION฀THAT฀hSPEAKS฀THE฀LANGUAGE฀OF฀THE฀BUSI

NESS�v฀(2฀PROFESSIONALS฀ARE฀mUENT฀IN฀3IX฀3IGMA฀TOOLS฀
AND฀INTEGRATE฀THEIR฀USAGE฀INTO฀WORK฀WITH฀BUSINESS฀CLI

ENTS�฀(2฀PROJECTS�฀SUCH฀AS฀ORGANIZATION฀DESIGN�฀UTILIZE฀A฀
PROCESS฀APPROACH฀WITH฀3IX฀3IGMA฀TOOLS�฀4HE฀BUSINESS฀
RELATES฀POSITIVELY฀TO฀AN฀(2฀ORGANIZATION฀THAT฀hSPEAKS฀
THEIR฀LANGUAGEv฀AND฀USES฀THEIR฀TOOLS�฀

s฀ /NGOING฀ANNUAL฀STRATEGIC฀PLANNING฀FOR฀PEOPLE�฀WHICH฀
CONTINUES฀TO฀BE฀IN฀ALIGNMENT฀WITH฀BUSINESS฀STRATEGIC฀
PLANNING�฀4HIS฀APPROACH฀DEVELOPS฀THE฀ORGANIZATION฀AND฀
MOVES฀IT฀TOWARD฀TAKING฀A฀DISCIPLINED฀APPROACH฀TO฀ORGA

NIZATION฀CAPABILITY฀BUILDING�

!S฀WITH฀ANY฀CHANGE฀INITIATIVE�฀THE฀PROCESS฀IS฀ONE฀OF฀A฀
JOURNEY�฀3URPRISES฀ALONG฀THE฀WAY฀PROVIDED฀OPPORTUNITY฀
FOR฀LEARNING฀AND฀MID
COURSE฀CORRECTION�฀7HEN฀ACTIVITIES฀
PROCEEDED฀ACCORDING฀TO฀PLAN฀THERE฀WAS฀A฀SENSE฀OF฀SATIS

FACTION฀IN฀A฀PROCESS฀WELL฀DElNED฀AND฀EXECUTED�฀4HIS฀JOUR

NEY฀PROVIDED฀SEVERAL฀KEY฀LEARNINGS฀THAT฀CAN฀BE฀TRANS

FERRED฀TO฀OTHER฀ORGANIZATIONS�฀

s฀ 2ESIST฀THE฀TEMPTATION฀TO฀SOLVE฀ALL฀THE฀(2฀ISSUES฀AT฀ONCE�฀
6/#฀DATA฀WILL฀PROVIDE฀YOUR฀ORGANIZATION฀WITH฀A฀WEALTH฀
OF฀OPPORTUNITY฀AND฀THAT฀CREATES฀GREAT฀EXCITEMENT฀AND฀
URGENCY�฀(OWEVER�฀APPLY฀PRIORITIZATION฀AGAINST฀+EY฀
3UCCESS฀&ACTORS฀IN฀A฀DISCIPLINED฀MANNER฀SO฀THAT฀YOU฀
CAN฀FOCUS฀YOUR฀(2฀STRATEGIES฀TO฀THE฀CRITICAL฀FEW�฀ENSUR

ING฀PROGRESS฀AND฀SUCCESS฀WITHIN฀THE฀lRST฀TWO฀YEARS�฀

s฀ %NSURE฀THE฀ALIGNMENT฀OF฀THE฀BUSINESS฀PLANNING฀CYCLE฀
WITH฀THE฀(2฀STRATEGIC฀PLANNING฀CYCLE�฀4HE฀BUSINESS฀
CYCLE฀NEEDS฀TO฀LEAD฀AND฀THE฀(2฀DATA฀MUST฀BE฀AN฀INPUT฀
TO฀THIS฀PROCESS�฀4HIS฀REQUIRES฀A฀BALANCE฀IN฀TIMING฀BE
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TWEEN฀THE฀TWO฀PROCESSES฀THAT฀IS฀IMPORTANT฀TO฀EXAMINE฀
AND฀PLAN฀AGAINST�

s฀ $ON�T฀UNDERESTIMATE฀COMMUNICATION฀NEEDS฀n฀EFFECTIVELY฀
COMMUNICATING฀(2฀STRATEGY฀AND฀DASHBOARDS฀REQUIRES฀A฀
WELL
PLANNED฀AND฀MULTI
PRONGED฀COMMUNICATION฀AP

PROACH�฀#OMMUNICATING฀ONGOING฀PROGRESS฀THROUGH฀
DASHBOARD฀RESULTS฀IS฀CRITICAL฀TO฀MAINTAIN฀FOCUS฀BOTH฀
WITHIN฀(2฀AND฀THE฀ORGANIZATION�

s฀ %NSURE฀THAT฀KEY฀(2฀METRICS฀ARE฀INCLUDED฀IN฀THE฀BUSINESS฀
DASHBOARD�

s฀ &OCUS฀METRICS฀ON฀THE฀CRITICAL฀FEW�฀)N฀THE฀lRST฀YEAR฀WE฀
MEASURED฀OVER฀��฀METRICS฀AND฀IDENTIlED฀MAIN฀AND฀
CAUSAL฀METRICS฀�SEE฀&IGURE฀�	�฀4HE฀PROCESS฀OF฀COLLECTING฀
AND฀REPORTING฀ON฀MANY฀METRICS฀WAS฀CUMBERSOME฀AND฀
METRICS฀WERE฀STREAMLINED฀IN฀THE฀SECOND฀YEAR�

s฀ 5TILIZE฀SOUND฀CHANGE฀MANAGEMENT฀PRACTICES฀THROUGH

OUT฀THE฀PROCESS�฀SUCH฀AS฀COMMUNICATION฀PLANS�฀ONGOING฀
STAKEHOLDER฀MANAGEMENT฀AND฀ENGAGEMENT฀OF฀(2฀AND฀
BUSINESS฀LEADERS�฀3EEKING฀INPUT฀AND฀FEEDBACK฀THROUGH

OUT฀THE฀PROCESS฀WAS฀A฀KEY฀ACTIVITY฀TO฀BUILD฀THE฀NEEDED฀
ENGAGEMENT฀AND฀COMMITMENT฀OVER฀TIME�฀฀

4HIS฀JOURNEY฀WAS฀AN฀/�$�฀INTERVENTION฀WITHIN฀THE฀(UMAN฀
2ESOURCES฀ORGANIZATION฀AND฀PROVIDED฀OPPORTUNITY฀FOR฀DE

VELOPMENT฀AT฀THE฀ORGANIZATIONAL�฀FUNCTIONAL฀AND฀INDIVIDUAL฀
LEVEL�฀!S฀WITH฀ALL฀ORGANIZATIONAL฀JOURNEYS�฀THE฀PATH฀PROVIDES฀
MANY฀OPPORTUNITIES฀FOR฀ADAPTATION�฀ACTION฀LEARNING฀AND฀FUR

THER฀DEVELOPMENT�฀/THER฀(2฀AND฀/�$�฀ORGANIZATIONS฀CAN฀
BENElT฀FROM฀THE฀APPROACH฀AND฀LEARNINGS฀IN฀THIS฀INTERVEN

TION�฀4HROUGH฀LEANING฀INTO฀THE฀JOURNEY฀AND฀BEING฀WILLING฀TO฀
ADAPT฀ALONG฀THE฀WAY�฀THIS฀ORGANIZATION฀DEVELOPED฀ITS฀(2฀
STRATEGY฀AND฀PROCESS฀CAPABILITY฀TO฀BE฀MORE฀FULLY฀ALIGNED฀TO฀
ITS฀BUSINESS�฀!T฀THE฀END฀OF฀THE฀DAY�฀HOWEVER�฀THE฀JOURNEY฀
WILL฀BECOME฀YOUR฀OWN�฀9OUR฀(2฀FUNCTION฀WILL฀lND฀WAYS฀TO฀
CREATE฀AND฀ADD฀VALUE฀TO฀ITS฀PARTICULAR฀BUSINESS฀AND฀LEARN฀
HOW฀TO฀CONNECT฀WITH฀BUSINESS฀STRATEGY฀IN฀WAYS฀THAT฀ARE฀
MEANINGFUL฀WITHIN฀EACH฀PARTICULAR฀ORGANIZATION�

2EFERENCES

"ANDT�฀!��฀�฀(AINES�฀3�฀�����	�฀3UCCESSFUL฀3TRATEGIC฀(UMAN฀
2ESOURCE฀0LANNING�฀3YSTEMS฀4HINKING฀0RESS�

"ERTELS�฀4�฀�%D�	�฀�����	�฀3IX฀3IGMA฀,EADERSHIP฀(ANDBOOK�฀
(OBOKEN�฀.*�฀*OHN฀7ILEY฀�฀3ONS�฀)NC�

0ANDE�฀0��฀.EUMAN�฀2�฀�฀#AVANAUGH�฀2�฀�����	�฀4HE฀3IX฀
3IGMA฀7AY฀4EAM฀&IELDBOOK�฀.EW฀9ORK�฀-C'RAW
(ILL�

!UTHOR�S฀2EmECTION

!T฀THE฀TIME฀OF฀THE฀INTERVENTION�฀)฀WAS฀$IRECTOR฀OF฀#HANGE฀
-ANAGEMENT฀FOR฀THE฀SUPPLY฀CHAIN฀ORGANIZATION฀OF฀APPROXI

MATELY฀�����฀EMPLOYEES�฀)฀REPORTED฀DIRECTLY฀TO฀THE฀6ICE

0RESIDENT฀OF฀(UMAN฀2ESOURCES฀AND฀HAD฀ONE฀DIRECT฀REPORT�฀
/PERATIONS฀%XCELLENCE฀,EADER฀�A฀POSITION฀DElNED฀TO฀DRIVE฀
3IX฀3IGMA฀CAPABILITY฀WITHIN฀FUNCTIONAL฀AREAS�฀IN฀THIS฀CASE฀

WITHIN฀(UMAN฀2ESOURCES	�฀4HE฀6ICE
0RESIDENT฀OF฀(UMAN฀
2ESOURCES฀WAS฀A฀MEMBER฀OF฀THE฀ORGANIZATION�S฀-ANAGE

MENT฀"OARD฀AND฀REPORTED฀TO฀THE฀#OMPANY฀0RESIDENT�฀

4HIS฀MULTI
YEAR฀INTERVENTION฀WAS฀BOTH฀REWARDING฀AND฀฀
CHALLENGING฀TO฀ME฀AS฀AN฀/$฀PROFESSIONAL�฀4HE฀CHALLENGES฀
CENTERED฀ON฀HELPING฀THE฀CORE฀TEAM฀MAINTAIN฀FOCUS฀AND฀
COMMITMENT฀TO฀THE฀PROCESS฀OVER฀THE฀LENGTH฀OF฀THE฀INTERVEN

TION�฀4O฀MAINTAIN฀FOCUS�฀IT฀WAS฀CRITICAL฀TO฀ENGAGE฀PEOPLE฀WITH฀
A฀LONG
TERM฀CHANGE฀STRATEGY฀AND฀PLAN�฀)MPORTANT฀TO฀THIS฀
WAS฀DEMONSTRATING฀PROGRESS฀ALONG฀THE฀WAY�฀SOMETHING฀THAT฀
WAS฀EASILY฀DONE฀THROUGH฀THE฀3IX฀3IGMA฀AND฀MEASUREMENT฀
ASPECTS฀OF฀THE฀INTERVENTION�฀!PPLYING฀CORE฀CHANGE฀MANAGE

MENT฀TOOLS฀�STAKEHOLDER฀MANAGEMENT�฀COMMUNICATION฀
PLANNING฀AND฀BUILDING฀COMMITMENT฀TO฀THE฀WORK	฀WERE฀฀
CRITICAL฀TO฀THE฀SUCCESS฀OF฀THE฀INTERVENTION�฀

-Y฀PERSONAL฀LEARNING฀CENTERED฀ON฀BUILDING฀MY฀3IX฀3IGMA฀
CAPABILITY฀AND฀DISCOVERING฀WAYS฀TO฀APPLY฀THE฀METHODOLOGY฀
TO฀A฀SUPPORT฀FUNCTION�฀!FTER฀WE฀HAD฀DEVELOPED฀OUR฀lRST฀SET฀
OF฀METRICS�฀WE฀BEGAN฀WORKING฀TOWARD฀IDENTIFYING฀PREDICTIVE฀
MEASURES฀FOR฀(2฀3TRATEGY�฀WHICH฀)฀FOUND฀TO฀BE฀VERY฀CHAL

LENGING�฀7HILE฀WE฀DID฀NOT฀IDENTIFY฀SPECIlC฀PREDICTIVE฀MEA

SURES�฀WE฀WERE฀ABLE฀TO฀FOCUS฀OUR฀STRATEGY฀ON฀WORK฀THAT฀WE฀
FELT฀WAS฀PREDICTIVE฀OF฀SUPPORTING฀ORGANIZATIONAL฀SUCCESS฀IN฀
THE฀FUTURE�

4HE฀OVERALL฀FEEDBACK฀FROM฀OUR฀BUSINESS฀PARTNERS฀WAS฀VERY฀
POSITIVE�฀!N฀OPERATIONS฀LEADER฀PROVIDED฀POSITIVE฀FEEDBACK฀
ON฀HAVING฀STRATEGIES฀FOR฀(2฀ALONG฀WITH฀MEASURES฀OF฀SUCCESS฀
FOR฀THOSE฀STRATEGIES�฀&ROM฀THIS฀OPERATIONS฀LEADER�S฀PERSPEC

TIVE�฀APPLYING฀3IX฀3IGMA฀APPROACHES฀AND฀IDENTIFYING฀AN฀(2฀
DASHBOARD฀TO฀WHICH฀WE�฀AS฀A฀FUNCTION�฀WERE฀ACCOUNTABLE฀
HAD฀ENABLED฀(2฀TO฀PLAY฀ON฀A฀LEVEL฀lELD฀WITH฀THE฀OTHER฀OP

ERATIONAL฀GROUPS฀WITHIN฀THE฀ORGANIZATION฀WHERE฀MEASURE

MENT฀AND฀BUSINESS฀RIGOR฀WERE฀IMPORTANT�

4HIS฀INTERVENTION฀WAS฀SUCCESSFULLY฀ACCOMPLISHED฀THROUGH฀
INTERNAL฀CONSULTING�฀!LTHOUGH฀WE฀DID฀ENGAGE฀AN฀EXTERNAL฀
CONSULTANT฀TO฀PROVIDE฀ADDITIONAL฀(2฀EXPERTISE฀IN฀THE฀ARENA฀
OF฀STRATEGY฀AND฀METRICS�฀THE฀INTERNAL฀CONSULTANTS฀WERE฀AL

WAYS฀THE฀LEADERS฀AND฀OWNERS฀OF฀THE฀INTERVENTION฀AND฀CON

DUCTED฀THE฀FACE
TO
FACE฀WORK฀WITH฀OUR฀CLIENTS�฀!S฀INTERNAL฀
CONSULTANTS�฀WE฀WERE฀ABLE฀TO�฀BUILD฀APPROACHES฀TO฀lT฀THE฀
CULTURE฀OF฀THE฀ORGANIZATION�฀ADAPT฀QUICKLY�฀BUILD฀INTERNAL฀
CAPABILITY฀AND฀ALIGN฀OUR฀(2฀STRATEGY฀USING฀THE฀SAME฀RIGOR฀
AND฀APPROACH฀OF฀THE฀BUSINESS�฀7E฀HAD฀INTERNAL฀TRUST฀IN฀THE฀
ORGANIZATION฀AND฀WE฀WERE฀ABLE฀TO฀BUILD฀AND฀MAINTAIN฀COM

MITMENT฀TO฀THE฀PROCESS�฀

!UTHOR฀"IO

$R�฀+LEASEN฀IS฀$IRECTOR฀OF฀(UMAN฀2ESOURCES฀AT฀*OHNSON฀�฀
*OHNSON�฀+IM฀HAS฀OVER฀��฀YEARS฀(2฀AND฀/�$�฀EXPERIENCE฀฀
IN฀(EALTH฀#ARE฀ORGANIZATIONS�฀3HE฀HOLDS฀A฀"!฀�-ICHIGAN฀
3TATE฀5NIVERSITY	�฀AN฀-"!฀�-ARSHALL฀5NIVERSITY	฀AND฀A฀
$OCTOR฀OF฀%DUCATION฀IN฀/RGANIZATION฀#HANGE฀�0EPPERDINE฀
5NIVERSITY	�฀




